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Problem Diagnosis
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Support for reforms is lagging progress

31% of students, 21% of parents do not believe that the 

district is on the right track for student achievement, 54% of 

voters do not believe schools are doing a good job

Limited stakeholder 

penetration

Estimated that less than 5%

of parents have attended a 

DCPS event

District messages do 

not resonate

67% of parents would grade 

their school A/B but only 47%

of would grade the system A/B

Unclear connection to 

outcomes

70% of OEFP metrics are 

tracking outputs rather than 

outcomes

1 2 3

Source:  DCPS District Level Stakeholder Survey 2008-9; Washington Post telephone poll 1/24-28/2010



Limited stakeholder 

penetration

Weak connection to 

district message

Unclear connection 

to outcomes

Theory of Change
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“Big Tent” 

outreach

“Hyper-Relevant” 

messages

Limited stakeholder 

penetration

District messages do not 

resonate

Unclear connection 

to outcomes

“Mission Driven” 

communications

1 2 3

“Everyone in this city will be or feel connected to this 

reform and invested in its success.”

Broader, deeper, more sustainable reform
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DCPS needs to spread relationships within 

identified stakeholder groups
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Identifying more stakeholders is not the problem, spreading 

connections within existing stakeholder groups is

External Internal

Government Community Parents Principals Teachers



DCPS communication is narrowly focused 

but stakeholder interests are broader
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What stakeholders are hearing now What issues they are worried about

Source:  Washington Post telephone poll 1/24-28/2010
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Parent Engagement

Current Approach

• Parent newsletter

• Parent email 

distribution list

• Engagement survey 

and audit

• Living room chats

• Advisory committee

• Weekly bulletins 

from principals 

Recommendations

“Big Tent, Hyper-Relevant, Mission Driven”

2 Crash the party:  Reach larger crowds of 

parents by joining the agenda 
• School events, athletic events, radio

3 Send hyper-relevant newsletters by e-mail 

and snail mail
• Custom “principle’s corner” and “student 

spotlight” by neighborhood 

1 Collect parents’ email addresses at the 

beginning of each school year

9



Current Approach
Recommendations

“Big Tent, Hyper-Relevant, Mission Driven”

Community Engagement
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• Face-to-face OFPE 

community meetings

• Chancellor’s forum

• Teaching and 

learning framework 

meetings in wards

• Community 

engagement 

database

• Community centers

1

2

3

Use mailing list to invite all DC residents to 

get involved

Hold larger scale, mass events
• Student art festival or performances

• Organize “hot issue” rallies (e.g. school safety)

Keep the activities, close the centers
• Accommodate schedules  

4 Implement CRM to track involvement levels on 

the ladder of engagement



Recommendations

“Big Tent, Hyper-Relevant, Mission Driven”
Current Approach

Outbound Communication
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• District wide 

newsletter

• 3 press releases per 

month

• 8 positive articles 

per month

• Schools news stories 

on the web

• Chancellor’s notes 

twice per month

• Website

1

2

3

Set up “StoryCorps DC” where parents, staff, 

and students can share their experiences

“Friends in High Places” influencer initiative
• Two pronged:  grass roots and tree tops

Create strategies for stories on specific, 

high-concern topics

4

Track website visitors and media publications by 

geography
• National vs. local interest



Current Approach
Recommendations

“Big Tent, Hyper-Relevant, Mission Driven”

Inbound Communication
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• Parent engagement 

survey and audit

• Stakeholder survey

• Comments at public 

meetings

• Phone, email, and 

written feedback

1

2

3

Create a district feedback hotline
• 311 number

Offer an online crowd-sourced idea posting 

and voting service
• Idea Storm, Google Moderator

Generate monthly “pulse of the people” report
• Count, categorize, and consolidate feedback from 

email, web, phone, and in person

4

Weave evidence of actions taken into outbound 

communications 
• Include response to feedback
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Success metrics must push for broader 

reach and actual outcomes
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Outputs Reach Outcomes

# of events held

# of Chancellor’s Notes

“What gets measured gets done.”

# of meetings held

# of people attending

# of new volunteers

# of volunteer hours

Strong

(70% of measures)

Average

(26% of measures)

Limited

(4% of measures)

Examples:

Current

Allocation:



We propose adding specific outcome 

measures to assess success of actions
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Current Metrics

Parents

Community

Outbound 

Comm.

Inbound

Comm.

• # of parent newsletters 

distributed

• # of parents on email list

• # of newsletters, emails, and stories 

• # of email list subscribers

• # of pageviews on the website

• # of positive stories

• # of OFPE community meetings

• # attending Chancellor forums

• # of volunteers fingerprinted

• # of web survey responses

• Collection of survey data

• % of parents on DCPS contact list

• % of DCPS parents that have 

attended an event

• % of parents satisfied with DCPS 

communication

• Ratio of positive to negative press 

locally and nationally

• # of unique website visitors locally 

and nationally

• % of residents attending an event

• Approval ratings of the DCPS, the 

Chancellor,  and individual schools

• # of web survey responses

• Collection of survey data

Recommendations



Implementation can begin now for the next 

academic year
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2010 2011

Q2 Q3 Q4 Q1 Q2 Q3 Q4

Parent Engagement
“Crash the Party”

Hyper-relevant newsletters

Community Engagement
DC resident mailing

Large scale event

Keep the activities, close the      

centers

Implement the engagement ladder

Outbound Communications
DC Story Corps

Influencers initiative network

Inbound Communications
District feedback hotline

Online  idea generation

“Pulse of the People” report

Other
Develop plan for demonstrated    

listening

Add new metrics and establish 

targets



By reallocating PRC funding our proposals 

could be cost neutral
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Next steps: What do you do next week?
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1

2

3

Share recommendations with Chancellor’s cabinet staff to gather feedback 

across departments

Host OFPE meeting to explore appetite and feasibility of recommendations

• Jennifer Calloway:  How do we begin StoryCorps creation?

How do we embed stories of responsiveness?

• Jill Nyhus:  How do we design a hyper-relevant newsletter?  

How do we create an ‘Idea Storm’ portal for DCPS

• Sarah Johnson:  How can Parent & Family resources be 

reallocated to become school based?

• ShareenWilliams: Who do we work with for ‘Friends in High Places’? 

How do they help us reach our critics?

Update implementation plan based on feedback and bandwidth



Questions?

19



Appendix

20



Great School Stories
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• Katherine Boo, “Expectations,” The New 
Yorker, January 15, 2007.

• Liz Garrigan, “Nashvillians of the Year,” 
Nashville Scene, December 29, 2005.

• Leslie Linthicum, “Zuni Kids Go Back to 
the Drawing Board,” Albuquerque Journal, 
October 22, 2004.

• Karen Houppert, “School of Second 
Chances,” The Washington Post, April 12, 
2009.

• Jay Mathews, “Despite Test Scores, Shaw Is 
on the Right Track, Class Struggle, 
September 28, 2009.

• Elizabeth Green, “Building a Better 
Teacher,” New York Times Magazine, March 
2, 2010.

Articles Rationale

• Rich, candid portrayals of individual students; this article 
broadcasts their voices as much as, or more than, the 
superintendant’s story. 

• Describes visible progress in students’ expectations and 
attitude as well as academic achievement. 

• Shows real academic progress without relying on 
statistics alone. 

• Focuses on students, as well as the school leaders, and 
provides a multifaceted view of them.

• Provides context for test scores that appear otherwise 
dispiriting; focuses on principal and the steps he and his 
staff have taken at the school, rather than on Chancellor 

Rhee and districtwide efforts. 

• Summarizes research, history, and current practice in an 
accessible way while providing a nuanced but highly 
positive look at Doug Lemov’s taxonomy and Deborah 
Loewenberg Ball’s content research. 

http://www.newyorker.com/reporting/2007/01/15/070115fa_fact_boo
http://www.newyorker.com/reporting/2007/01/15/070115fa_fact_boo
http://www.newyorker.com/reporting/2007/01/15/070115fa_fact_boo
http://www.newyorker.com/reporting/2007/01/15/070115fa_fact_boo
http://www.nashvillescene.com/nashville/nashvillians-of-the-year/Content?oid=1192647
http://www.nashvillescene.com/nashville/nashvillians-of-the-year/Content?oid=1192647
http://www.nashvillescene.com/nashville/nashvillians-of-the-year/Content?oid=1192647
http://www.accessmylibrary.com/coms2/summary_0286-4874995_ITM
http://www.accessmylibrary.com/coms2/summary_0286-4874995_ITM
http://www.accessmylibrary.com/coms2/summary_0286-4874995_ITM
http://www.accessmylibrary.com/coms2/summary_0286-4874995_ITM
http://www.accessmylibrary.com/coms2/summary_0286-4874995_ITM
http://www.accessmylibrary.com/coms2/summary_0286-4874995_ITM
http://www.washingtonpost.com/wp-dyn/content/article/2009/04/03/AR2009040301915_pf.html
http://www.washingtonpost.com/wp-dyn/content/article/2009/04/03/AR2009040301915_pf.html
http://www.washingtonpost.com/wp-dyn/content/article/2009/04/03/AR2009040301915_pf.html
http://www.washingtonpost.com/wp-dyn/content/article/2009/04/03/AR2009040301915_pf.html
http://www.washingtonpost.com/wp-dyn/content/article/2009/04/03/AR2009040301915_pf.html
http://voices.washingtonpost.com/class-struggle/2009/09/despite_test_scores_shaw_is_on.html?wprss=rss_blog
http://voices.washingtonpost.com/class-struggle/2009/09/despite_test_scores_shaw_is_on.html?wprss=rss_blog
http://voices.washingtonpost.com/class-struggle/2009/09/despite_test_scores_shaw_is_on.html?wprss=rss_blog
http://voices.washingtonpost.com/class-struggle/2009/09/despite_test_scores_shaw_is_on.html?wprss=rss_blog
http://voices.washingtonpost.com/class-struggle/2009/09/despite_test_scores_shaw_is_on.html?wprss=rss_blog
http://www.nytimes.com/2010/03/07/magazine/07Teachers-t.html?pagewanted=all
http://www.nytimes.com/2010/03/07/magazine/07Teachers-t.html?pagewanted=all
http://www.nytimes.com/2010/03/07/magazine/07Teachers-t.html?pagewanted=all
http://www.nytimes.com/2010/03/07/magazine/07Teachers-t.html?pagewanted=all
http://www.nytimes.com/2010/03/07/magazine/07Teachers-t.html?pagewanted=all
http://www.accessmylibrary.com/coms2/summary_0286-4874995_ITM


The Missing Middle
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• District Newsletters / Media / 
Website

Mass 
communications

• Targeted email lists / Local news 
stories / Crashing the party

Medium-scale 
communications

• Parents living room / Community 
meetings / Direct response to emails

Intimate 
communications



Parent Email Communications
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Goal Use Cases

Potential Vendors

Company Website

Exact Target http://www.exacttarget.com

Vertical Response http://www.verticalresponse.com/

Bronto http://www.bronto.com

Stream Send http://www.streamsend.com/

• Reach parents with hyper-relevant 

information

• Track engagement with email 

communications

Sample Metrics

• Number of emails per month

• Percent of emails opened

• Percent of emails with a click 

through

• Percent of all parents receiving and 

opening emails

• Emails for parents at a specific school

• Emails for parents in a specific 

neighborhood



Capital Supporters CRM
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Goal Use Cases

Member Management VendorsSample Metrics

Company Website

Salesforce http://www.salesforce.com

Sugar CRM http://www.sugarcrm.com/crm/

Netsuite http://www.netsuite.com/portal/prod

ucts/crm/analytics/main.shtml

• Raise engagement levels among 

supporters

• Communicate with supporters more 

frequently and in a targeted manner

• Track supporter activity

• Total number of supporters

• Active supporters in the past 90 days

• Participant engagement for each type 

of activity over time

• A grandmother wants to volunteer at a 

school > Into the CRM

• Meet someone at a conference that 

wants to help > Into the CRM 



70% of OFPE SchoolStat metrics are 

outputs and only one is an outcome metric
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Output metrics (16/23)

Reach metrics (6/23)

Outcome metrics (1/23)



Parents care about much more than just 

teachers
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Source:  Washington Post telephone poll 24-28/1/2010

(For DC parents) Do you think each of these issues are a big problem?
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DC residents do think more positively about 

the system, but still below 1990 levels

27 Source:  Washington Post telephone poll 24-28/1/2010
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What do you think of the job that district public schools are doing?
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Parent Event Attendance Estimates
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The UK experience was that reform rarely 

leads to supportive stakeholders 

29 Source:  Barber, M., Three Paradigms of Public-Sector Reform (London, 2007) 

http://www.cabinetoffice.gov.uk/media/cabinetoffice/strategy/assets/paradigm.pdf

* UK increases from 45% to 65% of the number of students achieving 5 A*-C GCSEs  and narrowing of achievement gap by 26%

http://www.cabinetoffice.gov.uk/media/cabinetoffice/strategy/assets/paradigm.pdf
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What can I do?
… to help DCPS achieve better, deeper, more 

sustainable results?

1. Contact your DC Council representative to show your 

support

2. Organize a petition to find likeminded people on a policy issue

3. Find and write local stories as part of StoryCorps

4. Reach out to your principal or the Chancellor with your views

5. Walk a student home from school

6. Volunteer as a tutor

7. Attend a school or district meeting or event

8. Sign up to receive the Chancellor’s Note newsletters1

7

6

5

4

3

2

8


